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agents associated \with the web site, such method comprising the 
steps of ; 

providing the we^ site with a plurality of audio access 
icons each disposed -on a. ^respective web page of the web site; 

detecting activations^ an audio access icon of the 
plurality of icons by the Incernet user; 

determining an overall typ\ of question associated with the 
activated audio-access icon from ^ information content of the 
web page of the activated audio access icon; 

selecting an agent of the plurality of agents with a best 
relative ability to answer the determined type of question based 
upon a skills list for the plurality of ^gents; and 

establishing a voice path using IP telephony between 
Internet voice plua-ins of the user and thAselRcted agent. 



Amend claim 4 to read as follows: 


The method as in claim 1 wherein the step of associating an 
Jagj^nt group with each icon furthe^ comprises correlating a 
training level of the agent group o^ the plurality of agent 
groups with the subject matter of eaoh audio-access icon. 


0 


Amend claim 5 to read as follows: 
5. The method as in claim 1 wherein th^step of establishing 
a [n] call path between the user and an ageVt of the associated 
agent group based upon activation of an audito-access icon further 
comprises placing an Internet address of the \ser in a call queue 
of the associated group until the agent becomes^ available. 


Amend claims 7-10 to read as follows 
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The method as\Ln claim 6 further comprising comparing the 
iasured time with ^ threshold value and overflowing the user to 
*a queue of another agVnt group of the plurality of agent groups 
when the measured timeVxceeds the threshold. 
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8. The method as in clairii 1 further comprising selecting the 
agent of the established voi\e path from the associated agent 
group . 

9. The method as in claim 8 wheVein the step of establishing a 
call path between the user and theXagent of the associated agent 
group based upon activation of the audio-access icon further 
comprises transferring an Internet ao^dress of the selected agent 
to the user. 


10. The method as in claim 8 wherein tke step of establishing a 
call path between the user and the agentXof the associated agent 
group based upon activation of the audio-access icon further 
comprises transferring an Internet address\of the user to the 
selected agent of the associat ed agent grouj 



Amend claim 15 to read as follows; 


.e method as in c\aim- 11 further comprising transferring 
ollected inf ormatioi^f rom the user and an identifier of the 
[selected] agent of the associated agent group to a database of 
the web site. 


Amend claim 18 to read as follows 
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method of servicing an inquiry from a user through the 
met, such met hodl comprising the steps of: 
providing a web ^te with a plurality of audio access icons 
and at least some web pages with an audio access icon of the 
plurality of audio acces^ icons associated with each web page of 
the at least some web page 

associating an agent ^roup with a subject matter of each 
audio-access icon of each ofi the at least some web pages; 

detecting an activation \of an audio-access icon of the 
plurality of icons by the use: 

determining a type of protJiLem associated with the activated 
audio-access icon from an the sijjDject matter of the activated 
audio access icon; 

selecting an agent with a be^t relative ability to address 
the problem based upon the determined type of problem and a 
skills list for the agent group; anc 

providing an call path using IPVtelephony between Internet 
voice plug- ins of the user and the selected agent of the 
associated agent group. 


Amend claim 19 to read as follows: 
19. A method of servicing an inquiry fr&m a user through the 
Internet, such method comprising the steps of: 

providing a web site with a plurality\of web pages for 
access by the user; 

providing an audio-access icon on at l^ast some web pages of 
the web site; 

associating an agent group with the at Ifeast some web pages; 
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detecting actiTiration by the user of an audio access icon 
provided on the at least some web pages; 

deteirmining a type of problem associated with the activated 
audio-access icon fro^Nan information content of the web page of 
the activated audio access icon; 

selecting an agent wrth a best relative ability to address 
the determined type of problem based upon a skills list for the 
agent group; and \ 

providing an call path usrng IP telephony between Internet 
voice plug-ins of the user and tn^ selected agent of the 
associated agent group. \ 

Amend claim 2 0 to read as follows: 
20. Apparatus for establishing an auodo call path between an 
Internet user accessing a web site and^n agent of a plurality of 
agents associated with the web site, such apparatus comprising: 

means for providing a web site with\a plurality of audio 
access icons each disposed on a respective web page of the web 
site; \ 

means for associating an agent group ot the plurality of 
agent groups with a subject matter of each audio-access icon of 
the web site; \ 

detecting activation of an audio access Aeon of the 
plurality of icons by the Internet user; \ 

determining a type of problem associated with the activated 
audio-access icon from an information content on the web page of 
the activated audio access icon; \ 
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selecting an Vgent with a best relative ability to address 
the determined typeNpf problem based upon a skills list for the 
agent group; and 

means for establish^ing a call path using IP telephony 
between Internet voice plW-ins of the user and the selected 
agent of the associated aaem: group. 



end claim 37 to read as follows 


Apparatus for establishing an audio call path between an 
Ihttfernet user accessing V web site and an agent of a plurality of 
agents associated with t ha web site, such apparatus comprising: 

a web site with a pluin^lity of audio access icons and a 
plurality of agent groups; 

a call distribution cont^Eoller operably coupled to the web 
site which associates an agent \group of the plurality of agent 
groups with a subject matter of >^ach audio-access icon of the web 
site; 

detecting activation of an au^io access icon of the 
plurality of icons by the Internet ileer; 

determining a type of problem asVociated with the activated 
audio-access icon from an information Content of the respective 
web page of the activated audio access icon; 

selecting an agent of the agent group associated with the 
activated icon with a best relative abiliqy to address the 
problem based upon the determined type of problem and a skills 
list for the agent group; and 

a local area network which establishes a\ call path using IP 
telephony between Internet voice plug- ins of tije user and the 
selected agent of the associated agent group, 
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